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shall make those additions to, and modifications of, its equipment and
facilities which may be required to provide that coin-télephone service
has the capability of coin-free access to the to!l operator or the univer-
sal emergency telephone number “911” where a local community
emergency facility is operable. This program must be initiated with-
out unreasonable delay and must be fully implemented

(1) by January 1, 1983, in all common control central offices

where major modifications are not required; and

(2) by January 1, 1985, in all other central oﬂ'lces

(Eff. 1/5/79, Regisler 69)

Authority: AS 4205.141
AS 42.05.151
AS 42.05.291

3 AAC 52.250. DIRECTORIES. (a) Directories must be pub-
lished regularly at approximately yearly intervals. The interval be-
tween directories may not exceed 15 months without express commis-
sion approval. In addition to other requirements prescribed by law,
directories must include, but are not limited to, the following ele-
ments:

(1) A directory must be in the form and list the information that
will permit the numbers of the utility’s subscribers to be obtained
readily, except for public telephones and numbers unlisted at a sub-
scriber’s request.

(2) Informatiou pertaining tu emergency calls to such agencies as
the police and fire departments must appear conspicuously in the
opening pages of the directory.

(3) Instructions concerning the placing of local and long-distance
calls, repair service calls, telegrams, and directory assistance calls
must also appear conspicuously in the opeping pages of the direc-
tory; and the rates associated with these calls must be shown, ex-
cept that toll rates need be shown only to frequently called points.

(4) The introduction to the directory must including billing infor-
mation, party-line and emergency cailing procedures, and an appro-
priate list of locations at which the utility’s tariffs and those of the
long lines carrier are available for public inspection.

(b) Upon issuance, each subscriber served by a directory must be
furnished one free copy of that directory for each main station to
which he has subscribed. The utility shall furnish free-of-charge to the
subscriber additional directories not to exceed the total number of
extension stations provided by the utility, The utility shall provide
additional directories, when available, al a reasonable fee. Three cop-
ies of each directory published by a telephone company subject to the
commission’s regulatory jurisdiction must be furnished without
charge to the commission. Subscribers possessing customer-owned-
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and-maintained telephone equipment (COAME) must be furnished
one telephone direclory free-of-charge for each access line provided by
Lthe telephone ulility; additional telephone directories must be paid for
by the COAME subscriber.

(¢) The utility’s practices must provide for supplying directory-as-
sistance operators with recerds of directory listings and updates (ex-
cept those listings not published) in the area or areas for which they
are responsible. The updates must be provided within five working
days of a telephone number change or of telephone service being initi-
aled or terminated.

(d) The utility shall give reasonable advance notice to the sub-
scribers affected when it has cause to change a large group of numbers
even if these changes coincide with a directory issuance. (Eff. 1/6/79,
Register 69)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.251

3 AAC 52.260. ENGINEERING AND MAINTENANCE. (a) In
order to maintain compatibility with the national telecommunications
network, all telephone plants must be designed, constructed, main-
tained, and operated in accordance with the provisions outlined in the
mosl current editions of such national industry recognized standards
as the National Electrical Safety Code published by the Institute of
Electrical and Electronics Engineers, Inc., the Rural Electrification
Administration {REA) Telephone Bulletins, the REA Telephone Oper-
alions Manual, Bell System Praclices, Continental Telephone System
Practices, General Telephone Engineering Practices, Northern Elec-
tric Practices, or Notes on Transmission Engineering issued by the
United States Independent Telephone Association.

(b) Each telephone utility shall provide equipment and facilities
designed and engineered in accordance with forecasts based on known
conditions of subscriber demand and shall maintain a stock of associ-
aled equipment adequate to meet that demand.

(¢) Telephone utilities shall furnish and maintain in their service
areas the necessary plant, equipment and facilities to provide modern,
adequate, sufficient and efficient transmission of communications for
any given grade of service between customers. Transmission for a
given grade of service must be at adcquate volume levels and free of
excessive distortion. Levels of noise and cross-talk must not impair
comniunications. The loss objective of trunks must be consistent with
the requirements of the nationwide switching plan, and overall trans-
ruission losses within each trunk group may not vary by more than
plus or minus iwo decibels.
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(d) Telephone utilities may not provide switching service to service
lines which do not meet standard technical criteria and shall elimi-
nate nonconforming service lines. ' '

{e}) On rural lines, where party-line service is provided, no more
than eight subscribers may be connected to any one circuit, unless
that action is approved by the commission. The telephone utility may
regroup subscribers in the manner necessary to carry out the provi-
sions of this subsection. The objective of all utilities must be to provide
not more than four-party service with full selective ringing by Janu-
ary 1, 1983.

(f) Each telephone utility shall adopt and pursue a maintenance
program of periodic tests, inspections, and field maintenance to
achieve efficient operation of its system so as to permit safe, adequate,
and continuous service at all times. The utility shall maintain reason-
able records indicating compliance with this rule.

(g) Each utility shall maintain or have access to test facilities en-
abling it to determine the operating and transmission capabilities of
all equipment and facilities, both for routine maintenance and for
fault location.

(h) Telephone utilities shall maintain as part of each central office
entity a test line providing connection on a dial-up basis to an accu-
rate 1004 hertz milliwatt power source and a quiet termination. In
addition, a loop-around test line must be maintained at all central
office entities. Central offices not having test lines should have these
installed along with any central office addition or change-out, but no
later than January 1, 1981.

(i) Each telephone utility shall undertake additions to and modifi-
cations of its equipment and facilities as may be required to provide on
customer-dialed toll calls from individual line stations a method to
automatically identify the calling number for billing purposes. This
program must be initiated without unreasonable delay; and it must be
completed by January 1, 1982,

(i) Each utility shall maintain current equipment assignment
records, cable assignment records, office equipment drawings, office
trunking diagrams, and outside plant layout drawings.

(k) Where inechanical or electronic means are used for registering
or recording information which will affect a subscriber’s bill, that
equipment must be in good mechanical and electrical condition, must
be accurately read, and must be frequently inspected by the utility to
ensure that it is functioning properly.

{1} Each utility shall maintain or have access to the necessary facili-
ties, instrumients, and equipment for testing its metering and record-
ing equipment and shall adept appropriate practices for periodic test-
ing and maintenance to ensure the integrity of its operation.

{m} Upon the request of any subscriber, a utility shall test the bill-
ing devices associated with the subscriber’s line, if the request is
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based upon reasonable grounds and the test is not requested by that
subscriber more frequently than once each 12 months without clear
cause. (Eff. 1/5/79, Register 69)

Authority: AS 42.05.141 AS 42.05.291
AS 42.05.151 AS 42.05.131

3 AAC 52.270. SERVICE INTERRUPTIONS. (a} Each utility
shall establish procedures to minimize service interruptions, and,
where those interruptions occur, to speed the restoration of service.
Each utility shall make provisions to meet prolonged increases in
traffic, absences of employees, or damage resulting from fire, storm or
similar contingencies. Each utility shall establish procedures to be
followed by its employees in the event of these contingencies in order
to prevent or mitigate interruption or impairment of service.

(b) Each central office and interconnecting network equipment site
shall contain provisions for reserve power to keep all equipment oper-
ating without interruption for at east eight hours at the busy-hour
load following the failure of the primary electric power source.

(¢) If telephone service must be interrupted for purposes of working
on the lines or equipinent, the utility shall attempt to do the work at a
time which will cause minimal inconvenience to customers and to
nolify subscribers in advance of the interruption. The utility shall
make available to the public emergency services for the duration of
the interruption if reasonably possible. (Eff. 1/5/79, Register 69)

Authority: AS 42.05.141
AS 42056.151
AS 42.05.291

3 AAC 52.280. CUSTOMER RFEPORTS. (a) Each utility shall
strive to reduce the rate of customer trouble reports to a monthly rate
of six per 100 stations per reporting exchange. Trouble report records
must include appropriate identification of the customer or service af-
fected, the time, date, 2nd nature of the report, the action taken to
clear the trouble or satisfy the complaint, and the date and time of
trouble clearance or other disposition. A rate of customer trouble re-
ports for each reporting unit excecding 12 trouble reports per 100
stations for each month of a consecutive three-month period indicates
a need for investigative or correctivz action by the telephone utility.
These trouble report rates do not apply to reports resulting from inter-
ruptions caused by emergency situations, unavoidable casualties, acts
of God, reports that do not affecl service, or troubles to be found be-
yond the control of the utility or due to subscriber-owned equipment.

(b) The utility shall clear troubles associated with emergency ser-
vices at all hours at all locations consistent with the bona fide needs of
cuslomers and the personal safety of utility personnel.
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(c) The objective of each telephone utility niust be to clear all out-of-
service troubles within the periods specified below following the re-
porting of the trouble to the telephone utility (Sundays and holidays
excepted)

(1) 48 hours at locations accessible by maintained highway from

a manned utility repair facility;

(2) five days at all other locations.

(d) Excepted from (c) of this section are troubles caused by unavoid-
able casualties and acts of God affecting large groups of subscribers,
troubles due to subscriber-owned equipment, or when access to tele-
phone equipnient repair personnel is restricted by the customer. The
surveillance level is to meet the above objectives in 95 percent of all
cases.

(e) If unusual repairs are required, or other factors preclude clear-
ing of reported trouble promptly, reasonable efforts must be made to
notify affected subscribers.

(f} Every reasonable effort must be made to meet appointments
made with subscribers; and if, due to circumstances, the appointment
cannot be kept by the telephone utility, every reasonable eflort must

be made by the utility to notify the subscriber in advance. (Eff. 1/5/79,
Register 69)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.331

3 AAC 52.290. INSTALLATION SERVICE. (a) Where central
oflice and outside plant facilities are readily available, the objective of
each utility must be to satisfy 85 percent of all requests for primary
service in any calendar month within an interval of five working days
after receipt of application, except where special equipment or ser-
vices are involved. Failure to complete 80 percent of all requests for
primary service in any calendar month within 10 working days indi-
cates a need for corrective action by the utility. Commitments are not
considered missed when the failure to complete the requested installa-
tion or the service request results from subscriber action.

(b} The object of each utility must be to complete all regrade re-
quests not requiring substantial amounts of construction within 30
days, except where the subscriber requests a later date. If the utility is
unable to complete a regrade order within 30 days, the utility shall
make all reasonable efforts to advise the subscriber of the reason for
the unavailability of the requested service and whether that service
may be available in the near future. (Eff. 1/:5/79, Register 69)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.331
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3 AAC 52.300. OPERATOR HANDLED CALLS. (a) Each util-
ity shall maintain adequate personnel and equipment to answer 90
percent of all calls directed to the toll operator within 10 seconds. The
surveillance level is reached when answering an average of less than
85 percent of all calls directed to the toll operator within 10 seconds
for each month of any consecutive three-month period. An equivalent
answering time objective is an average answer time of 2.8 seconds in
each month of any consecutive three-month period; and the surveil-
lance level is when the average answer time is greater than four
seconds.

{b) Directory assistance, intercept calls, and auxiliary services
must have an answering time objective of 85 percent of calls answered
within 10 seconds. Excessive answer times that adversely affect toll
trunk usage indicate a need for corrective action by the utility.

(¢) For purposes of this section, “answer” means that the operator or
representative is ready to render assistance or ready to accept the
information necessary to process the call. An acknowledgement that
the customer is waiting on the line does not constitute an “answer.”

(d) Each utility shall make answering time studies of its operator
services, using recognized sampling techniques, to the extent and with
the frequency necessary to determine compliance with this section.
Monthly summaries of these studies, prepared with respect to each
appropriate operator grouping, must be filed with the commission
promptly after the end of each calendar quarter. (Eff. 1/5/79, Register
69)

Authority: AS 42.05.141 AS 42.05.291
AS 42.05.151 AS 42.05.331

3 AAC 52.310. SWITCHING DESIGN STANDARDS. (a) Each
utility shall maintain records for each exchange regarding the service
items contained in these standards. These records must be maintained
in a manner that permits audit by commission staff.

(b) Every properly dialed call shall terminate in one of the follow-
ing, unless it encounters a trouble condition:

(1) the call will progress to the number dialed, the calling cus-
tomer will receive an audible indication of a ring, and the called
telephone will ring; or

(2) if the called line is busy, the calling customer will receive a
line-busy signal (60 impulses per minute); or

(3) the call will progress only part of the way through the switch
train and, haviug reached an overflow condition, the calling cus-
tomer will receive an overflow signal (120 impulses per minute) or
announcement readily differentiated from a subscriber busy signal;

(4) .unassigned numbers in an end office will receive a line-busy
signal or an intercept announcement.
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(c) Each utility shall employ a design criterion for dial-tone delay
for the average busy hour of the business days of the busy season of
each of its originating central office entities to enable at least 98.5
percent of attempts to receive a dial tone within three seconds. Delays
of more than five percent of attempts failing to receive dial tone
within three seconds indicate a need for investigative or corrective
action by the utility.

(d) Each utility shall employ a design criterion for blockages and
equipment failures for the average busy hour of the business days of
the busy season as follows:

(1) three percent or less for overall intraoffice switching;

(2) two percent or less for access to interoflice, toll, or attendant
trunks;

(3) one percent for interoffice terminating calls;

(4) one percent for groups of five or more trunks;

{b) one percent for toll trunk switching.

{e) The surveillance level for each item in (d) of this section is when
five percent or more of call attempts encounter blockages or equip-
ment failures. The surveillance level for trunk groups of four or fewer
trunks is such as to provide at least one working trunk for each 12 ccs
of telephone traffic load during the average busy hour of the business
days of the busy season.

(f) Selection of busy hours, business days, and busy season periods
must be in accordance with recognized sampling techniques approved
by the commission staff, such as those specified in Bell System Traffic
Facilities Practices, Continental Telephone System Practices, General
Telephone Engineering Practices or the Rural Electrification Admin-

istration Telephone Engineering and Construction Manual. (EfY.
1/5/79, Register 69)

Authority: AS 42.05.141 AS 42.05.291
AS 42.05.151 AS 42.05.331

3 AAC 52.320. INFORMATION TO BE F!JRNISHED. (a) Each
telephone utility shall report to the commission all instances where
the quality of service it provides fails to meet the surveillance levels
specified in these standards for three consecutive months. That report
must be filed with the commission within 30 days following the three-
month period during which the surveillance levels have not been
attained.

(b) Each telephone utility shall report as soon as reasonably possi-
ble to the commission any specific occurrence vr development which
disrupts the service to five percent or more of its subscribers in a
particular exchange or which has a significant adverse effect on toll
network performance. A failure of the automatic number-identifying
equipment or a failure of 25 percent or more trunks in any trunk
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group for a period of more than one hour is considered a significant
disruplion of service.

{c) Each lelephone utility shall furnish to the coinmission staff, at
the times and on the forms or in the format the commission may
require, the results of any required tests and summaries of required
reports. The utility also shall furnish the commission with any infor-
mation concerning the utility’s facilities or operations which the com-
mission may request. (Eff. 1/5/79, Register 69)

Authority: AS 42.05.141 AS 42.05.291
AS 42.05.151 AS 42.05.331

3 AAC 52.330. CAPITAL PROGRAM AND PLANNING
STATEMENT. In addition to the annual report required by AS
42.05.451(b}, a telephone utility shall file annually with this commis-
ston a listing of its projected capital improvements projects that ex-
ceed $15,000, arranged by major plant categories, for the current year
and the ensuing two years. This filing must include a technical plan-
ning statement giving the reasoning underlying the construction pro-
gram and a demand and facility chart for each central office entity or
toll switching facility. The commission will prescribe the form or the
format of the report. It is understood that changes after filing may be
necessary as economic conditions, experience, and further study dic-
tate. (Eff. 1/5/79, Register 69)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.511

3 AAC 52.340. DEFINITIONS. Unless the context indicates oth-
erwise, in 3 AAC 52.300 — 3 AAC 52.340

(1) “access code for long-distance operator” means the prelimi-
nary digits that must be dialed Lo be connected to the long-distance
operator;

(2) “access line” means a circuit between a subscriber’s telephone
or private branch exchange and the switching center which serves
them,;

(3) “attempt” means the offering or initiating of a telephone call
by a calling customer;

(4) “attendant trunk” means a trunk connecting the caller to an
gperator;

(5) "average busy season busy hour” means the time-consistent
hour, not necessarily a clock hour, having the highest business day
load throughout the busy season; it is the same hour for the entire
busy season;

475



.3
H

3 AAC 52.340  Araska ApmiNiSTRATIVE Cope 3 AAC 52.340

(6) “blockage” means a failure in the sequence of connecting a
calling customer to a called customer caused by equipment in the
busy condition;

(7) “business day” means each day of a calendar week except
Saturdays, Sundays, and holidays; holidays are the days which are
observed by each individual telephone utility;

(8) “busy hour” means the continuous one-hour period of the day
during which the greatest volume of traffic is handled by Lhe facii-
ity;

(9) “busy season” means the period of the year consisting from
one to three consecutive calendar months during which the greatest
volume of traffic is handled in a given central office;

(10) “cable assignment records” means listings of all cable pairs
and the interconnections that have been made between them and
other cables or equipment;

(11) “call” means an attempted telephone message;

{12) “ccs” means a hundred call seconds; il i1s a unit of measure-
ment of telephone traffic and represents the equivalent of one cali
lasting for 100 seconds;

(13) “central office” means a facility having thie necessary equip-
ment and operating arrangements for terminating and intercon-
necting customer lines and trunks or trunks only; however, there
may be more than one central office in a building;

(14) “central office entity” means a group of lines using common
originating equipment;

(15) "commission” means the Alaska Public Utilities Commis-
sion; '

(16) “construction program” means a list of projects with their
related expenditures that are planned for the budget year; project
categories include land and building, central office equipment, out-
side plant, station equipment, and general equipment;

(17) “cross-talk” means an unwanted signal in one circuit coming
from an adjacent circuit;

(18) “customer” means a person, firm, partnership, corporation,
municipality, cooperative organization, or governmental agency
supplied with telecommunication service by a telephone utility;

(19) “customer line” means a circuit connecting a customer’s in-
strument to the central office;

(20) "customer trouble report” means an oral or written com-
plaint from a customer or user of telecomnunication service relating
to a physical defect, a difficulty or dissatisfaction with the operation
of the utility’s facilities; one report must be counted for cach oral or
written report received even though i may duplicate a previous
report or merely involve an inquiry coneerning progress on a previ-
ous report; when several troubles are reported by one customer, a
separate report must be counted for each trouble;
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(21) “demand and facility chart” means a chart which presents in
statistical and graphical form the past history, current status, and
future projection of central office data; one chart includes data for
one central office entity or toll switch and contains future expansion
plans;

(22) “directory” means a paperbound volume which lists alpha-
betically the names of subscribers and their corresponding tele-
phone numbers and may include but is not limited to a yellow pages
listing; _

(23) “directory assistance” means the furnishing of telephone
numbers to customers;

(24) “equipment assignment records” means listings which iden-
tify the connections made to each equipment unit;

(25) “exchange” means a unit established by a telephone utility
for the administration of telecommunications service in a specified
area for which a separate local rate schedule is provided; it may
consist of one or more central offices;

(26) “extension station” means an additional station connected on
the same circuit as the main station and subsidiary to it;

(27) “full selective ringing” means a system that permits ringing
only one customner on a multi-pacty circuit;

(28) “held application” means an application for teleplone ser-
vice that cannot be satisfied within the standard installation inter-
val;

(29) “intraoffice switching” means the switching of a call that
originates and terminates in the same central office entity;

(30) “intercept calls” means calls that were improperly addressed
and were redirected to an operator or machine which responds with
an appropriate recorded message;

(31) “interoffice calls” means calls originating in one central of-
fice entity and terminating in another;

(32) “keep cost order” means a work order in association with
which exact records are kept of the time spent and costs incurred;

(33) “local call” means a telephone call between two stations both
of which are located in an area within which intercommunications
service is furnished under local rate schedules as specified in the
telephone utility’s tariffs;

(34) “local service” means telecommunications service furnished
under local rate schedules;

(35) “long-distance call” means a telephone call between stations
in different local service areas which is furnished under toll rate
schedule in the utilities’ tarifT;

(36) “long lines carrier” means the utility which provides intra-
state and intersiate circuits;
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(37) “loop-around test line” means a line, usually with two termi-
nations accessible on a dial-up basis, that permits one person in a
toll office to make two-way transmission tests;

(38) “loss objective of intertoll trunks consistent with the nation-
wide switching plan” means a transmission loss objective as speci-
fied in "Notes on Distance Dialing” published by the American Tele-
phone and Telegraph Company (AT&T) or in “Noles on Transmis-
sion Engineering” published by the United States Independent
Telephone Association.

(39) “main station” means the principal telephone to which a
telephone number is assigned and which is connected to the central
office equipment by a individual- or party-line circuit;

(40) “office trunking diagram” means a simplified diagram of a
central office entity showing the major components and their inter-
conneclions;

(41) “outside plant” means ihe telecommunications equipment
and facilities instalied on, along, over, or under streets, alleys, or
highways, or on private rights-of-way between the central office and
customers’ locations, or between central offices:

(42) “overflow” means the encountering of equipment or facilities
in the busy condition during the progressive establishment of a call;

(43) “party-line service” means telephone service which provides
that two or more main stations may be served by the same central
office circuit;

(44) “primary service” means individual-line service or party-line
service;

(45) “public telephone” means a telephone instrument, usually
equipped with a coin-collecting device which is installed for the usé
of the general public;

(46) “quiet termination” means a line that terminates in an im-
pedance that simulates the nominal office impedance;

(47) “regrade” means a change between one class of party-line
service and another class of party-line service or between a party-
line service and an individual-line service;

(48) “service interruption” means the inability to complete calls
to or from a telephone station due to facility malfunctions or human
error; except that the term as used in secs. 200 — 340 of this chapter
does not include service difficulties such as slow dial tone, circuits
busy or other network or switching capacity shortages, nor may it
be consirued to apply where service is interrupted by the negligence
or willful act of the subscriber, emergency situation, unavoidable
casualties and acts of God, or where the company, under provisions
of its tariff, suspends or terminates service because of nonpayment
of bills payable to Lthe utility, unlawful or improper use of the facili-
ties or service, or any other reason covered by filed and approved
tariffs or regulations of the commission;
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(49) “service standard” means a level of service which a tele-

phone utility, under normal conditions, is expected to meet in its
certificated territory as representative of adequate service;

(50) "standard installation interval” means 10 working days for
the installation of primary service; for other tariffed services when a
standard interval is not specified in the tariffs, it means a reason-
able period that conforms to general practice in the telephone indus-
try;

(51) “station” means an instrument consisting of a transmitter,
receiver, and associated equipment wired to permit the sending or
the receiving of messages;

(52) “subscriber” means a custumer;

(63) “surveillance level” means a measured grade of service that
is generally indicative of a weak spot in a utility’s operation and
requires investigation or corrective action by the utility;

(54) “telephone utility” means a public utility which furnishes
telecommunications service;

(55) “toll operator” means a person who operates a device that
establishes, supervises, and times toll calls and who renders assis-
tance to customers in placing toll calls;

(66) “toll trunk” means a trunk which connects a local central
office with its toll operating office or a trunk interconnecting toll-
operating offices;

(57) “trouble” means the improper function or defective condi-
tions with respect to the operation of telephone facilities over which
the teleplione utility has control;

(b8) “trunk” means a communications channel between central
office units or entities;

(59) “utility” means a telephone utility;

(60) “working days” means business days.

(Eif. 1/5/79, Register 69; am 6/29/84, Register 90)

Authority: AS 42.05.141
AS 42.05.151

Article 4. Eleciric Utilities

Section Section
400. Application, purpose, and waiver 455, Line exiensions and service connec-
405. Business office standards tions
410. Establishmenl of permanent service 460. Qualily of service
415. Establishment of temporary service 465. Meler measurements, adjustments,
420. Deposit requirements and testing
425. Meler readings 470. Engineering standards; energy pur-
430. General billing and coliection re- chnse contracts

quirementis 475. Maintenance and testing standards
435, Estiinated billings 480. Safety standards for utility plant
440. Levelized billing 485, Safety atandards for interconnecting
445. Deferred payment agreements to qualified cogenerators and small
450. Disconneclion of service power producers
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Section Section
490. Other general information Lo be fur-  500. Definitions
nished Lo the commission

3 AAC 52.400. APPLICATION, PURPOSE, AND WAIVER.
(a) The provisions of 3 AAC 52.400 — 3 AAC 52.500 apply to all
electric utilities subject to the regulatory jurisdiction of the commis-
sion and govern the furnishing of electric service and facilities to the
public. V

(b) The purpose of 3 AAC 52.400 — 3 AAC 52.500 is to establish
certain ininimum statewide standards which ensure that electric utili-
Lies will render safe, reliable, and prompt service to the public. Each
electric utility must follow these standards and implement them with
diligence and good faith to maintain the proper balance between eco-
noinic effectiveness and the provision of safe, adequate service to the
public.

(c) The standards of service, safety, and performance established in
3 AAC 52.400 — 3 AAC 52.500 are minimum levels of mandatory
perforinance and service. A utility’s failure to conform to these stan-
dards is a sufficient basis for issuance of a show cause order by the
commmission as to why civil penalties should not be invoked under AS
42.05.571.

(d) For good cause shown, the commission will, in its discretion,
waive all or any portion of the standards in 3 AAC 52.400 — 3 AAC
52.500 applicable to an individual electric utility, or establish interim
standards for that utility.

(e) As provided for under 3 AAC 48.320, 3 AAC 48.370, and 3 AAC
48.380, cach utility’s tariff must he amended, ns approprinie, to in-
clude, and conform the provisions of the tariff to, standards set oul in
3 AAC 52400 — 3 AAC 52.500. (Eff. 1/1/87, Register 100)

Authority: AS 42.05.141 AS 42.056.571
AS 42.05.151 AS 4205711
AS 42.05.291

3 AAC 52.405. BUSINESS OFFICE STANDARDS. (a) A utility
shall locate and staff business offices so that customers and other
mnembers of Lthe public have reasonably convenient access Lo qualified
personnel, including supervisors, if necessary, who are able Lo provide
service and rate information, accept payments, process applications
for service, explain charges in customers’ bills, and adjust billings.

(b) A utility shall include in its tariff, and notify ils customers and
the public of, all reasonably available means of contacting its business
office or service centlers. The utilily shall maintain business oflice
hours on a regular schedule to include at leas: part of each weekday,
except holidays, during the time period from 8:00 a.in. Lo 5:00 p.m. If a
local utilily representative is unavailable or unable to correct a ser-
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vice deficiency, the utility shall provide collect calling to a designated
business office for customers who need to report an emergency situa-
tion or service deficiency.

{¢) A utility shall list in its tariff and in each telephone directory
published for its service areas a number that will enable a customer at
any time to telephone the utility to netify it of an emergency condi-
tion.

(d) A utility shall maintain accurate records of service applications,
the billing history for each customer, and service complaints. The
utility shall respond to the substance of each service complaint and
other customer correspondence within 10 working days after its re-
ceipt. In its response the utility shall state that a customer not satis-
fied with the response may file a complaint with the commission un-
der 3 AAC 48.120 and 3 AAC 48.130. The utility shall retain these
records for at least two years. (Eff. 1/1/87, Register 100)

Authority: AS 42.05.141 AS 42.05291
AS 42.05.151 AS 42.05.361

3 AAC 52.410. ESTABLISHMENT OF PERMANENT SER-
VICE. (a) A utility may require a new applicant for service to appear
at the utility’s designated place of business to produce proof of identity
and complete the utility’s application form. A utility may accept an
application filed by an authorized representative of the applicant.

(b) A utility must obtain from each new applicant for service the
following minimum information:

(1) namne or names of applicant;

(2) service address or location, and telephone number;

(3) billing address and telephone number, if different than ser-
vice address;

(4) address where service was provided previously;

(5) date when applicant will be ready to receive service;

(6) information as to whether service premises had been previ-
ously supplied with utility service;

(7) statement as to whether applicant is owner, tenant, or agent
for the service premises; if the applicant is a tenant, name, address,
and telephone number of owner or owner's agent;

(8) information concerning the purpose for which service is to be
used, including the anticipated energy and demand requirements of
the customer;

(9) type of life support equipment, if any, used by the customer or
by a resident at the service premises; and

(10) the name and address of any third party that the customer
wishes Lo designaie to be copied with any termination notice issued
under 3 AAC 52.450(c).
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(c) At the time the customer applies for service, utility personnel
shall advise the customer of the most economical class of service avail-
able and assist the customer in making an informed choice in service
offerings if alternate classes of service are available to that customer.

(d) An applicant for service is responsible for all inside wiring, in-
cluding the service entrance and meter socket.

(e) A utility may include in its tariff a charge for the establishment,
disconnection, or reconnection of utility services.

(f) A utility shall establish service to existing facilities within five
working days following a request by an applicant who has been ac-
cepted for service by the utility. For the purpose of this subsection,
“existing facilities” means customer facilities that are ready and ac-
ceptable to the utility, where the utility needs only to install a meter,
read a meter, or turn on the service.

(g) If, within the five-day period referred to in (f) of this section, a
utility establishes service, during a period other than regular working
hours at the customer’s request, the utility may impose an after-hours
charge for the service connection.

(h) If a utility cannot establish service to new customer facilities
within 30 days after it receives an application. it shall, within 15
working days after the date of application, advise the applicant in
writing of the reason for the delay, any interim type of service that
may be available, and an estimated date when the requested service
will be provided. For the purpose of this subsection, “new customer
facilities” means customer facilities that require the utility to do more
than install or read a meler before service can be provided.

(i) If a utility finds that it is unable to meet a previously scheduled
date for establishment of service under (h) of this section, it shall
advise the customer in a timely manner of the revised date upon
which service will reasonably be available.

() A utility may refuse to establish new service only if any of the
following conditions exist:

(1) an applicant falsifies any information required by (b) of this
section and fails to subsequently correct the falsification with docu-
mentation acceptable to the utility;

(2) an applicant has an outstanding amount past due for utility
service and has not made arrangements acceptable to the utility for
payment of the outstanding balance;

(3) a condition exists or would exist upon establishment of service
at the service premises which the utility believes is unsafe or haz-
ardous to an applicant, a member of the public, the utility’s person-
nel or facilities, or the integrity of the utility’s energy delivery sys-
tem; A

(4) an applicant does not meet the credit criteria for waiver of
deposit requirements under 3 AAC 52.420(c) and fails to provide the
utility with a deposit,;
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(6) an applicant refuses to furniish money, services, equipment, or
‘rights-of-way that have been specified by the utility in its tariff as a
necessary condition for providing service; or

(6) an applicant refuses to become a member of an electric cooper-
ative organized under AS 10.25 in an area for which the cooperative
has a certificate to serve the applicant. (Eff. 1/1/87, Register 100; am
9/15/88, Register 107)

Authority: AS 42.05.141 AS 42.05.291
AS 42.05.151 AS 42.05.361

3 AAC 52.415. ESTABLISHMENT OF TEMPORARY SER-
VICE. (a) Before it establishes service, a utility may require an appli-
cant for temporary service to pay the estimated cost of installing and
removing the facilities necessary to furnish the desired service.

(b) If the duration of temporary service is to be less than one month,
a utility may also require an applicant to advance a sum of money
equal to the estimated bill for service. If the duration of temporary
service is to exceed one month, the applicant may also be required to
meet the deposit requirements set out in the utility’s effective tariff.

(c) If, during the term of the temporary service agreement, the
character of a temporary customer’s operations changes or it appears
that the duration of the service may be substantially longer than
stated in the application, the utility shall classify the customer as
permanent and may immediately apply the deposit and line extension
rules in its effective tariff.

(d) No utility may allow a temporary service connection to continue
longer than 12 months unless, for good cause shown, the utility has
approved an extension of time for temporary service or unless applica-
tion for perman~nt service has been made by the customer. (Eff.
1/1/87, Register 100)

Authority: AS 42.05.141 AS 42.05.291
AS 42.05.151 AS 42.05.361

3 AAC 52.420. DEPOSIT REQUIREMENTS. (a) A utility’s
electric service deposit payment and refund procedures, if any, must
be set out in its effective tariff and must conform to the provisions of
this section.

(b) A utility may require a separate deposit for each meter in-
stalled. The amount of a deposit required by the utility may not ex-
ceed the higher of two times the estimated average monthly biil at
that location or two times the average monthly bill of that customer
class.

(¢) A utility shall refund a deposit for residential electric service
within 90 days if the applicant is able to meet either of the following
requirements:
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(1) the applicant has previously established a good payment
record with the utility by, for example, receiving service from the
utility at another location within the past two years without delin-
quency in payment during the last 12 consecutive months of service;
or

(2) the applicant provides a letter or other written verification
from the electric utility that last provided comparable service to the
applicant, stating that the applicant was not delinquent in payment
for the last 12 consecutive months of service at the prior location.
(d) A utility shall issue to an applicant a written receipt for the

amount of the deposit and a description of the utility’s terms and
conditions in its effective tariff for the refund of deposits. The utility
may not require a customer to produce a deposit receipt in order to
receive a refund of the deposit that is reflected on the utility’s records.

(e) A utility’s deposit policy must require refund of deposits and
accrued interest within 30 days after the earlier of

(1) 12 months’ continuous service, if the customer has not been
past due in the payment of utility bills more than twice, has not
been delinquent in the last six months, and is not past due at re-
view; or

(2) termination of service, to the extent the amount held exceeds
any balance due the utility for electric service and late fee for that
account, including accrued finance charges.

() A utility may institute or adjust a deposit for an established
customer consistent with 3 AAC 52.420(b) if the customer becomes
delinquent in payment.

(g) A utility shall provide deferred payment deposit arrangements
in cases of residential customer economic hardship. (Eff. 1/1/87, Regis-
ter 100)

Authority: AS 42.05.141 AS 42.05.301
AS 42.05.151 AS 42.05.361
AS 42.05.291

3 AAC 52.425. METER READINGS. (a) A utility shall sepa-
rately bill for each meter at a customer’s premises. The readings of
two or more meters may not be cornbined unless otherwise provided
for in a utility’s effective tariff.

(b) If, for a reason described in 3 AAC 52.435(b)(2) or (3), a utility is
unable to read a meter during the scheduled meter reading cycle, the
utility shall estimate the consumption for the billing period consider-
ing, where applicable, the customer’s usage during the same month of
the previous year or the amount of usage during the preceding month
or months.

(c) After the second consecutive month of estimating a customer’s
bill, a utility must obtain an accurate reading of the meter unless the
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meter is inaccessible due to severe weather or other dangerous condi-
tions.

(d) A utility may allow for customer reading of meters, subject to
the following criteria:

(1) the utility shall iaform the customer how to properly read the
meter;

(2) the utility shall require that the customer read the meter on
as close to the same day each month as practical;

(3) the utility shall specify the timing requirements for the cus-
tomer to submit the monthly meter reading to conform with the
utility’s billing cycle; '

(4) the utility shall verify the customer’s reading of the meter at
least once every six months; and

(5) if the customer fails to submit the meter reading on time, the
utility may issue the customer an estimated bill, subject to the
provisions of (c) of this section. (Eff. 1/1/87, Register 100)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.291

3 AAC 52.430. GENERAL BILLING AND COLLECTION RE-
QUIREMENTS. (a) A utility shall bill monthly for services rendered.
Charges for service may commence when the service is installed and
energized.

(b) Each bill for service must contain the following minimum infor-
mation:

(1) customer’s name;

(2) cuslomer’s service account number;

(3) rate schedule designation, if applicable;

(4) utility telephone number;

(5) meter reading at the start of the billing period,

(6) date and meter reading at the end of the billing period and
number of days in the billing period;

(7) billing date;

(8) amount due and date afler which payment is past due;

(9) past due amount, if appiicable;

(10) delinquent amount, if applicable;

(11) late charge and finance charge, if applicable;

(12) customer charge, if applicable;

(13) total kilowatt-hour consumption;

(14) monthly kilowatt maximum demand and assoc1ated demand
charge, if applicable;

(15) fuel or energy surcharge rate and associated total charge, if
applicable;
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(16) power cost equalization amount and statutory notice state-
ment, if applicable;

(17) levelized billing amount due and accumulated variation in
actual versus levelized billing amount, if applicable; and

(18) any other adjustment factor, applicable.

(c) A bill for utility service is due and payable on the date rendered,
as designated under (g) of this section, but may not be considered past
due or subject to a late charge or finance charge if paid within 25 days
afler the date rendered.

(d) All amounts due for service from one billing cycle which are not
received by the utility as of the close of the subsequent billing cycle
must be separately identified as past due on the subsequent monthly
bill. Any late charge and finance charge must also be separately iden-
tified.

(e) All past due amounts and associated late and finance charges
from one billing cycle which are not received by the utility as of the
close of the following billing cycle must be separately identified on the
next monthly bill and defined for billing purposes as “delinquent.” A
customer account with any unpaid delinquent charges is subject to
disconnection under 3 AAC 52.450.

(D A utility's tariff may provide for a finance charge for any pay-
ment that is past due or delinquent. The tariffed interest rate may not
exceed the rate set by AS 45.45.010(a). A single late charge may be
imposed when the account first becomes past due.

(g) A utility’s tariff may designate either the postmark date or the
billing date shown on the bill as the day the bill is rendered. However,
the billing date may not differ from the postmark date by more than
three working days.

(h) All payments by a customer must be made at, or mailed to, the
office of the utility or to the utility’s authorized representative.

(i) A customer’s failure to receive a bill or notice that has been
properly addressed and placed in the United States mail does not
prevent the bill from becoming past due or delinquent, or excuse the
customer’s responsibility for payment.

(G> A customer who tenders a nonsufficient funds check is not re-
lieved of the obligation to pay the utility under tlie original terms of
the bill nor is that customer entitled to defer the utility’s right to
disconnect service for nonpayment of bills.

(k) A utility shall accommodate a customer’s request to pay for
utility services in advance.

(1) 1f a single application for service is made by two or more individ-
uals together, a utility may collect the full ainount owed from any one
of the applicants. A utility shall notify customers cf this provision at
the time of application for service.

(m) If a customer, either in person or in writing, requests that ser-
vice be disconnected, the utility may hold that customer responsible
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for all services up to the later of the date the disconnection is to be
made or three working days after the customer places the request.
(n) Except as provided for in 3 AAC 52.465, a utility may render a
“make-up” bill, without finance charge, for service that has not been
billed as a result of utility billing error or more than two consecutive
estimated bills. Make-up bills are subject to the following restrictions:
(1) the initial make-up bill must be issued within six months
after provision of the previously unbilled service; and
(2) the period for payment of the make-up bill may, at the option
of the customer,
(A) extend at least as long as the period during which the ex-
cess amount accrued; or '
(B) extend as long as necessary so that the quantity of service
billed in any one billing period is not greater than 150 percent of
the normal estimated quantity for that period. (Eff. 1/1/87, Regis-
ter 100)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.291

3 AAC 52.435. ESTIMATED BILLINGS. (a) On each bill based
on estimated usage, a utility shall indicate that it is an estimated bill.

(b) A utility may issue an estimated bill only if

(1) a customer who reads his or her own meter has failed to trans-
mit the meter reading to the utility in accordance with the require-
ments of the utility’s billing cycle;

(2) severe weather conditions prevent the utility from reading the
meter; or

(3) circumstances make it dangerous or not reasonably feasible to
read the meter. (Eff. 1/1/87, Register 100)

Authority; AS 42.05.141
AS 42.05.151
AS 42.05.291

3 AAC 52.440. LEVELIZED BILLING. (a) A utility shall offer a
levelized billing option to its residential electric heating customers
and may offer the vption te all customers. The utility’s levelized bill-
ing option as described in its tariff must be periodically noticed to its
customers. Upon customer requesi, a utility shall develop an estimate
of the customer’s levelized billing for a 12-month period, based upon
the customer’s actual consumption history for the most recent 12
months or other representative period. The utility may offer a
levelized billing plan to customers with less than 12 months’ consump-
tion history.
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(b) A utility shall inform customers applying for levelized billing as
to how the levelized billing estimate was developed; how levelized
billing will impact a customer’s monthly utility bill; and that the
utility may adjust the customer’s monthly levelized bill under (c) of
this secliot. '

{c) A utility shall adjust a customer’s levelized billing annually, or
more frequently if the utility’s estimate of the customer’s usage or cost
varies significantly from the customer’s actual usage or cost. The util-
ity or the customer may initiate the adjustment for causes including
weather and rate changes.

(d) In the case of an overcollection determined at the time of the
annual adjustment required by (c) of this section, a termination of
service, or a termination of the leveiized billing plan, a utility shall
immediately refund or credit the excess payment to the customer ac-
count, as appropriate.

(e) A utility may not refuse enrollment in levelized billing to a
customer whose current bill at the time of enrollment is past due or
delinquent if the customer enters into a deferred payment agreement,
as described in 3 AAC 52.445. (Eff. 1/1/87, Register 100)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.291

3 AAC 52.445. DEFERRED PAYMENT AGREEMENTS. (a)
For a residential customer who demonstrates that economic hardship
prevents payment in full of a delinquent bill, a utility may not refuse
to restore or continue service unless the customer refuses to agree to
or comply with a deferred payment plan meeting the requirements of
this section.

(b} A deferred payment agreement between a utility and a residen-
tial customer must provide that service will continue if the customer
meets all of the following conditions:

(1} the customer agrees to pay one-third, or less at the option of
the utility, of the outstanding bill at the time the parties enter into
the deferred payment agreement;

(2) the customer agrees to pay all future bills for utility service in
accordance with the effective billing and collection tariffs of the
utility; and

(3) the customer agrees to pay the remaining outstanding bal-
ance in insiallments over a period not to exceed 12 months.

(c) The duration of a deferred payment agreement must be at least
three months unless the customer agrees to a shorter period.

(d) A utility may include provisions for deferred payment agree-
ments with non-residential customers in its tariff, or may negotiate
them by special contract.
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(e) In determining a reasonable deferred payment schedule, a util-
ity and customer shall consider the following conditions, a list of
which must be presented to the customer:

(1) size of the delinquent account;

{2) customer’s ability to pay;

(3) customer’s payment history;

(4) length of time the debt has been outstanding;

(5) circumstances that resulted in the outstanding debt; and

(6) any other relevant factors related to the circumstances of the
customer.

(f) A deferred payment agreement must be in writing and must be
signed by the customer and an authorized utility representative. A
deferred payment agreement may include a finance charge as speci-
fied in the utility’s effective tariff, but the charge may not exceed that
allowed by AS 45.45.010(a).

(g) A utility shall offer comparable terms and conditions to cus-
tomers with similar payment problems.

(h) If a customer fails to fulfill the terms of a deferred payment
agreement, the utility may disconnect service under 3 AAC 52.450(d).
The utility may offer a subsequent deferred payment agreement be-
fore disconnecting the customer’s service. (Eff. 1/1/87, Register 100)

Authority: AS 42.05.141
AS 42.05.151
AS 42.05.291

3 AAC 52.450. DISCONNECTION OF SERVICE. (a) A utility
may disconnect service to a customer without advance written notice
under the following conditions:

(1) an immediate hazard exists which threatens the safety or
health of the customer or the general population or the utility’s
personnel or facilities;

(2) the utility has evidence of meter tampering or fraud by the
customer; or

(3) a customer has failed to comply with the curtailment proce-
durés imposed by a utility during emergency supply shortages.
(b) A utility may commence disconnection procedures in accordance

with the notice requirements of (c) of this section for any of the follow-
ing reasons:

(1) failure of the customer to pay for utility service within 55
days after initial rendering of the bill unless the customer has en-
tered into a deferred payment agreement;

(2) failure of the customer Lo mcet or maintain the utility’s de-
posit requirements;

(3) knowing and continued failure of the customer to provide the
utility with reasonable access to its meter, equipment, or property;
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(4) customer breach of a special contracl between the utility and
customer for utility service; or

(5) necessity of the utility to comply with an order or regulation
of any governmental agency with proper jurisdiction.

(¢) The following notice requirements apply to service disconnec-
tions permissible under {b) of this section:

(1) Except as provided in (2) of this subsection and in (d) of this
section, a utility shall, at least 15 days before the scheduled date of
disconnection, mail or deliver to the customer a written notice of its
intent to disconnect service. A copy of the termination notice must
be simultaneously forwarded to any third party designated by the
customer on a service application. The notice' must contain, at a
minimum, the following information;

(A) the name and address of the customer whose service is to be
disconnected and the service address, if different;

(B) the date on or after which service will be disconnected un-
less the customer takes appropriate action;

(C) an explanation of the reason for the proposed disconnection,
including, if appropriate, a statement of the amount of the delin-
guent bill which the customer has failed to pay in accordance with
the payment policy of the utility;

(D) if disconnection is premised on payment delinquency,

(1) a statement advising the customer to contact the utility
for information regarding deferred payment and other proce-
dures that the utility may offer to avoid disconnection of the
customer’s service; and

(ii) a list of any governmental or social assistance agencies,
of which the utility is aware, that may offer energy assistance
to gqualified needy customers;

(E) a specific request that if a customer’s residence is occupied
by a person seriously ill, elderly, handicapped, or dependent on
life support systems, the customer should notify the utility imme-
diately of that circumstance for consideration in avoiding discon-
nection;

(F) a statement advising the customer that the utility’s stated
reason for the termination of service may be disputed and poten-
tially resolved by contacting the utility at a specific address or
teleplione number;

(G) a statement that the utility retains the right to terminate
service, after allowing a customer who disputes a bill the opportu-
nity for a meeting, if the utility continues to find that the reason
for the disconnection is just; :

(H) the telephone number and address of the commission and a
statement that the customer may file a complaint with the com-
mission under 3 AAC 48. 120 or 3 AAC 48.130 if not satisfied
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with the utility’s response or resclution of a contested bill or tariff

provision; and

(I) the amount of the utility’'s tariffed charges for disconnection
and reconnection of service. '

(2} If a utility has been irformed that a residence is occupied by a
person seriously ill, elderly, handicapped, or dependent on life sup-
port systems, the utility shall provide the notice required by (1) of
this subsection at least 30 days before the scheduled date of discon-
nection. In any case in which a utility is notified after issuance of a
termination notice that a customer’s residence is occupied by a per-
son seriously ill, elderly, handicapped, or dependent on life support
systems, the utility shall extend the disconnection date by 15 days
and notify the customer of the extension.

{3} Not less than three working days prior to disconnection, the
utility shall attempt personal contact with the customer either by
telephone or by visit of an authorized utility representative to the
premises. If by telephone, the utility shall attempt to make contact
no less than three times at various periods in the day. A utility shall
keep records of all attempted and completed telephone contacts,
showing at least the time, the person making the attempt, and the
outcome. If by visit to the premises, the utility’s authorized repre-
sentative shall hand-deliver a “Shut-Off Notice” to the customer or,
if no personal contact is possible, leave the notice in a prominent
place. The "Shut-Off Notice” or completed telephone call must pro-
vide the customer with the following information:

(A) the name and address of the customer and the service ad-
dress, if different;

{B) a concise statement of the reasons for the impending dis-

- connection of service;

(C) the date on or after which service will be disconnected;

(D) the business office telephone number, after-business-hours
telephone number if applicable, and the address of the utility
where the customer may pay the delinquent bill, enter into a
deferred payment agreement, or file a bill dispute complaint; and

(E) the amount of the charges for disconnection and reconnec-
tion of service.

(4) If a utility knows that a landlord/tenant relatiouship exists,
the following additional provisions apply:

(A) For individually metered premises where the landlord is
the customer and the notice period provided for in (1) — (3) of this
subsection has expired, the utility shall notify the tenant in writ-
ing of the option of subscribing for service in the tenant’s own
name. However, the utility may not attempt to recover from the
tenant or condition service to the tenant on the payment of any
outstanding bills or other charges due froin the outstanding ac-
count of the landlord. If, however, the tenant has a previously
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outstanding balance at the same service address, the utility may
condition service to that tenant on terms acceptable to the utility
for repayment of the outstanding balance plus a deposit in compli-
ance with the utility’s tariff, If the tenant declines to subscribe for
individual service, or arrange for payment of the delinquency if
applicable, within 10 days after written notice by the utility is
mailed or delivered to the tenant, the ut111ty may dlsconnect ser-
vice without further notice.

(B) For master-metered premises where the landlord is the cus-
tomer and the notice period provided for in (1) —(3) of this subsec-
tion has expired, the utility shall give individual notice of the
pending disconnection to each tenant served through the master
meter at least 14 days before disconnection.

(C) If the tenant is the customer and the notice period provided
for in (1) — (3) of this subsection has expired, the utility shall
notify the landlord in writing of the option of subscribing for the
service provided at the tenant’s premises. However, the utility
may not attempt to recover from the landlord or condition service
to the landlord on the payment of any outstanding bills or other
charges due from the outstanding account of the tenant. If, how-
ever, the landlord has a previously outstanding balance at the
same service address, the utility may condition service to that
landlord on terms acceptable to the utility for repayment of the
outstanding balance plus a deposit in compliance with the util-
ity’s tariff. If the landlord declines to subscribe for service, or
arrange for payment of the delinquency if applicable, within 10
days after written notice by the utility is mailed to the landlord,
then the utility may disconnect service without further notice.

(d) At least three working days before disconnection, a utility shall
give written or telephone notice of disconnection, in accordance with
(C)3) of this section to a customer who has failed to comply w1th a
deferred payment agreement.

(e) Within 10 days after the date specified on a “Shut-Off Notice”, a
utility may, without further notice, disconnect service to a customer
between the daily business hours of 8:00 a.m. on Monday to 5:00 p.m.
on Thursday. Service may not be disconnected on a Friday or a day
preceding a holiday.

(f) A utility may not disconnect service to a customer for any of the
following reasons:

(1) delinquency in payment for services rendered to a prior cus-
tomer at the premises where service is being provided, except in the
instance where the prior customer continues to reside on the prem-
ises;

(2) failure of the customer to pay for services or equipment not
regulated by the commission;
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